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Abstract 
Factors of service quality are the most important predictor of patient satisfaction. The purpose of this 
paper is to assess the influence that service quality factors such as physical environment, the medical 
and non-medical personnel, Administration and Cost have on patients‟ satisfaction at the private 
hospitals in Kumasi, Ghana. This study was conducted in the later part 2018 and early part of 2019. 
The study‟s sample size consisted of 299 patients who were recruited from private hospitals in 
Kumasi, Ghana. A questionnaire was used for data collection; comprising 33 items (6 demographic, 
22 items about service quality and 5 items about Patient satisfaction) and its validity and reliability 
were confirmed. Data analysis was performed using multivariate regression. This study found a 
strong relationship between service quality and patient satisfaction. About 92% of the variance in 
Patient Satisfaction was explained by four factors of Service Quality. The physical environment, the 
medical and non-medical personnel, Administration factors had the greatest effects on the 
satisfaction of patients, but did not find a significant effect on the factor of the cost on patient 
satisfaction. Constructs related to physical environment, the medical and non-medical personnel, 
Administration had the most positive impact on satisfaction of patients. Managers and owners of 
private hospitals should set reasonable targets on keeping the healthcare environment clear at all 
times and improve the human relation of its workers both medical and non-medical personnel. In 
terms of administration, recommendations, criticisms and suggestions from patients should be 
accepted in good faith. For example, when a patient has a problem, the administration should show 
interest in solving the problem of the patients. This research paper places emphasis on the physical 
environment and interpersonal aspects of healthcare and recommends such to the care providers. 
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INTRODUCTION 
In recent times, one of the greatest facts about 
success of an organization is the satisfaction of its 
customers. Due to the competitive condition in the 
health care industry in  modern times, customer 
satisfaction has become a very important issue 
among health care industry players 
1
. In health care 
marketing, the most important fact is the retention of 
the patient to hospitals. What encourages patient 
satisfaction and retention includes the patient‟s 
understanding of the medical officer‟s orders, words 
of encouragement from the doctor to the patient,  
 
listening to the complaints of patients and trying all 
one‟s best to solve customer problems. When this is 
done well, a higher percentage of patients may come 
back to the hospital to seek healthcare 
1
. Because of 
the above reasons, healthcare organizations should 
take into consideration when they are evaluating 
patients‟ satisfaction in order to make good strategic 
plans toward making patients satisfy and convincing 
them to return to the hospital again. Healthcare 
manager should be able to measure the patient‟s 
satisfaction and should be able to know the impact to 
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the success of the hospital. For instance, the impact it 
will have on the financial strength of the healthcare 
institution 
2
. According to 
3
 Customer Satisfaction is 
a general attitude that is formed based on the 
customer experience after the purchase of a product 
or consuming of a service that is manifested through 
an affective reaction in relation to the difference 
between what the customer expects and what he/she 
receives. Patients will become dissatisfied when the 
services they received from a healthcare institution is 
very weak and not in line with his/her expectations. 
On the other hand, the patient becomes very satisfied 
when the service received from the healthcare 
institution conforms to or goes beyond the patient‟s 
expectation 
4
. These researchers 
5
 were able to put in 
the right perspective; they said satisfaction reflects 
the degree to which a customer believes the usage of 
a service has caused positive feelings in him/her. 
Researchers and practitioners of health marketing 
have proposed two types of customer satisfaction 
levels. The first is Transactional-specific satisfaction 
(transactional level). This type deals with the 
customer‟s evaluation and judgment concerning the 
purchase or consumption experience of a specific 
good or service 
6
. The information an individual gets 
concerning a specific good or service is what is 
termed as transactional satisfaction level. The second 
deals with the overall satisfaction (cumulative 
satisfaction) which concerns the customer‟s 
evaluation and judgment concerning all purchases or 
consumption experiences of a specific goods or 
service 
6
. In this regard, the entire customer‟s 
satisfaction or dissatisfaction in his/her transactions 
is what term as the overall satisfaction are 
7
. In a 
hospital, different kinds of services are rendered to 
patients that include meals, nursing service, 
discharges, admission, drug prescription, and so on. 
Each one of these is seen as a transaction and the 
satisfaction that comes with it is deemed as 
satisfaction at transactional level. On the other hand, 
overall satisfaction is seen as the entire procedure 
and process that one has to go through during a 
hospitalization period. Some authority in the field of 
healthcare argue that overall satisfaction is the total 
function of transactional satisfactions and this  shows 
the patient‟s feeling of overall performance of a 
healthcare institution 
8
. Because of this, it will be 
wise enough to measure the post-purchasing behavior 
of the customers 
7
. Patients‟ views on service quality 
are very significant in the move to achieve patient 
satisfaction
9
. In recent studies the relationship 
between service quality and satisfaction has been a 
focus point and it has gained a lot of attention from 
researchers 
10
. According to 
11
 in their research on 
service quality consequences, they pointed out that 
customer perception of  service quality is the most 
important predictor of  customer satisfaction. Most 
often, people normally use satisfaction and quality 
service interchangeably but according to 
12
  the two 
are different entities all together, even though they 
are highly correlated with each other. The quality 
judgments are relatively specific, while the 
satisfaction judgments are mainly general 
13
. To 
make patients achieve satisfaction, they should be 
allowed to go through the process of the services 
while the perceived service quality is not necessarily 
the result of an experience of a particular service  
14
.  
Furthermore, quality service is associated with 
cognitive judgments, while on the other side of the 
coin, patients‟ satisfaction is also associated with 
affective judgments 
13
. The distinction among 
services quality has been associated with cognitive 
set ups while patient satisfaction is also associated 
with the affective set ups.  
15
 suggest that service 
quality is a predictor for patient satisfaction.  A 
patient can be said to be satisfied or dissatisfied only 
after he/she has gone through the service. This 
proves the fact that service quality measurement has 
an urge over customer satisfaction. Service quality is 
seen as the antecedent of customer satisfaction 
16
. 
And most researchers have accepted the fact that 
service quality has a direct effect on patient 
satisfaction 
17
. There has been a lot of research that 
has concluded that the higher the quality of service 
provided by an institution‟ the higher the customer 
satisfaction 
18
. There have also been a lot of debates 
concerning healthcare services in relation to service 
quality and patient satisfaction. One of such studies 
was done by 
19
, where they indicated that there is a 
positive effect of service quality on the patient‟ 
satisfaction. Also, there have been a lot of researches 
on the relationship between service quality and 
patient satisfaction in recent years but none of the 
researchers has tried hands on examining service 
quality and patient satisfaction as distinct entity. So 
this research paper is to assess the impact of service 
quality factors on patient satisfaction in private 
hospitals of Kumasi, Ghana.  
 2. METHOD 
2.1 Study Design 
The paper targeted population of patients who were 
admitted into three of the biggest private hospitals in 
Kumasi, Ghana. These hospitals include Trust Clinic 
Specialist Hospital, Maranatha Health Service and 
Asafo-Agyei Hospital. The researcher decided to 
choose 299 patients, who were admitted to these 
three private hospitals and interviewed them on the 
day they were discharged. The researcher tried to 
explain the aims of the study to patients and he 
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further assured them of confidentiality of any 
personal information they were going to provide. In 
order to get information from the illiterate patients, 
the researcher sought for the help of well-trained 
interviewers for such respondents to fill out their 
questionnaire. 
 
2.2 Measurement Instruments 
In this study, the researcher used questionnaire in 
gathering its data. This questionnaire was structured 
into three parts. The demographic part had six items 
while the second part had 22 items split into four 
service quality factors as follows: (Q1-Q9) Physical 
Environment, (Q10-Q14) Medical and Non-medical 
Personal, with 6 items on Administration (Q15-Q19). 
There was also addition of (Q20-Q22) to the 
questionnaire in order to assess the effect of Cost on 
quality perception. The third and last part had five 
items (PS1- PS5) to measure Patient Satisfaction. 
 
2.3 Data Analysis 
In analyzing the data, the researcher adopted 
descriptive and multivariate regression methods in 
SPSS.17. In measuring the reliability of the 
questionnaire, the researcher went for the Cronbach‟s 
alpha coefficient and obtained the following results 
0.911, 0.834, 0.793, 0.756, and 0.809 for the 
„Physical Environment‟, „Medical and Non-Medical 
Personnel‟, „Administrative‟, „Cost‟ and „Patient 
satisfaction‟ respectively. The figures show stability 
and reliability in the data for the study. For the 
measurement of the perception level of the service 
quality and patient satisfaction, the likert scale 
(1=totally disagree, 5=totally agree) was adopted. 
The patient‟s perceived service quality and patient 
satisfaction mean variable scores were obtained from 
the total items‟ score divided into the number of 
items. 
Reliability Statistics 
 
 
 
 
 
 
 
 
3. RESULT 
 
In this researcher paper, the number of males who 
responded to the questionnaires was 156 people 
representing 52.2% while the number females who 
responded were also about 143 people representing 
473.8%. The age limit who frequently visited the 
hospital was 30-40 years representing 43.1% while 1-
20 years old which represent 8.4% was the smallest 
number. The longest number of days a patient was 
admitted at the hospital is seven or more days which 
represent just a small percentage of 2.0% of the 
patients who had spent some days at the hospital and 
123 patients of the population represent 41.1% had 
only spent 1-2 days at the hospital before. After 
living the hospital, 52.8% of the patients said the 
health status was „excellent‟, 29.8% representing 89 
of the population of patients who visited the hospital 
said the health status was „Good‟ and 17.4% 
representing the 52 of the population of patients who 
visited the hospital said their health status was 
moderate. About 9.0% of the patients were illiterate, 
23.7% were from different higher education levels 
and about 201 of the population had had a form of 
basic education representing 67.2%. Also about 89 
patients of the population were not covered by the 
National Health Insurance Scheme. 6.7% of the 
respondents said their insurance had expired and 63.5% 
of the patients had the National Insurance coverage. 
The 22 items of service quality factors have a mean 
score which lay between 3.41 (Q16. When a patient 
has a problem, the administration always show 
interest to solve it) and 3.74 (Q3. The hospital should 
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have up to date and well maintained equipment). 
Concerning the four factors of service quality, 
Physical Environment had (3.62) mean score and the 
lowest mean score (3.54) represent the service cost 
factors (Table 3). The mean score of the five items of 
patient satisfaction move from 3.51 (PS2 Q25 Patient 
makes a wise decision by accepting to spend some 
days at the hospital?) to 3.76 (PS5 Q28 Patient who 
were satisfied of the procedure and process at the 
hospital). The mean score of patient satisfaction was 
3.59±0.84 (Table 3). The patient satisfaction score of 
patients who were satisfied with the procedure and 
process at the hospital were higher than the patients 
who made a wise decision by accepting to spending 
some days at the hospital. It was also revealed in this 
study that patients who were satisfied with the 
procedure and process at the hospitals had a higher 
patient satisfaction scores than patient who had 
positive relationship with the medical and non-
medical staff at hospital which has a mean of 3.65 
( Table 3). Lastly, patients who saw their health 
status as „excellent‟ after discharge from the hospital 
had the highest score as compared to those who 
describe their health status as „moderate‟ (Table 2). 
 
 
 
The researcher used the linear regression analysis in 
measuring the significance of each of the service 
quality factor in prediction of the patient satisfaction. 
As the result of the regression result, the R
2
 value of 
this study model was 0.917 and therefore 92% of the 
variance of patient retention is explained by the 
service quality. The regression model was 
satisfaction significant in the regression coefficient 
and “Physical Environment” “Medical and Non-
Medical Personal”, “Administrative” which were the 
3 independent variables all had positively effective 
with  patient satisfaction, except “Cost” which has 
negative relationship with patient satisfaction  (Table 
4). 
 
4. DISCUSSION 
The main aim for this paper was to assess the service 
quality effect on the patient‟s satisfaction in Kumasi 
city private hospitals. The result of this paper reveals 
that patients of Kumasi private hospitals were 
satisfied with the services they received from these 
private hospitals. The four constructs used in this 
paper explain 92% variance in the patient satisfaction. 
R
2
 values above 0.925 are indicative of great variance 
in the model 
20
 and the hypothetical model relatively 
predicted the effectiveness in giving explanation of 
the association between service quality and 
satisfaction from the patient‟s views in the private 
hospital which is in line with pervious results 
21
. This 
research paper reveals that patients who were 
satisfied with up to date modern equipment and how 
they were well maintained by the private hospital had 
a higher experience with service qualities. Past 
researchers who have done some studies on this field 
try to evaluate the effect of modern healthcare 
equipment in healthcare institutions to the 
satisfaction of the patient 
4
 and it was revealed that 
patients who had quality service  and are satisfied 
with the services at the hospital were ready to 
selecting this hospital the time they are not well 
22
. A 
patient may return to a private hospital based on the 
good service quality received from the hospital.  This 
usually influences the health status of the patient and 
this paper reveals that most patients responded 
excellent health status because the private hospitals 
were able to provide quality service they were 
wishing for. It has been confirmed by a previous 
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research paper that the physical and mental health 
status of patient has an important effect on the health 
evaluation they receive 
23
. Also there have been 
different research papers which show that self-
reported health status was positively correlated with 
the patient‟s satisfaction 24.  
The moment a patient feels well after being 
discharged from the hospital, they become satisfied 
with the service quality from the hospital and its 
providers. Patients who were satisfied with quality 
services from private hospitals established positive 
relationship with medical and non-medical staff at 
the private hospital than patients who make wise 
decision by accepting to spend some days at a private 
hospital. Hospitals which have their personnel 
meeting the needs of their clients are likely to fully 
satisfy their patients and establish a long term 
relationship with such clients 
25
. It has been said by 
some researchers that the provision of healthcare 
equipment and healthcare personnel is one of the 
effective variables of patient‟s satisfaction 24. Even 
though according to Asefa, Kassa, & Dessalegn, 
(2014), one of the determining factors in patient 
satisfaction is the service cost at the private hospital. 
And the cost of medical service is one of the 
important factors to determine the number of people 
who will have the chance to go to the hospital and 
access its facilities. This research study reveals that 
the view of patients on service costs had no greater 
influence on patient satisfaction so if the patient has 
negative or positive view on the service cost, it will 
not in any way affect how the patient will be satisfied 
with the private hospital. If only the patient is 
provided with the healthcare service they want and 
when the patient feel that information about their 
health is kept confidential, the patient will pay any 
amount to receive healthcare and will not think about 
the cost which is in line with already done research 
27
 . This research paper also reveals that Medical and 
Non-Medical personnel were effective factors in 
patient satisfaction. According to Bhanu Prakash, 
(2010) the satisfaction of an in-patient and out-
patient clients will depend on how they will be 
treated by the medical and non-medical personal at 
hospital and how they will be easily accessible to the 
patients. Traditionally, the good approach to health 
care is that quality of healthcare should be seen as the 
service quality but this study has revealed that 
medical and non-medical personnel also promote 
patient satisfaction at the private hospitals. It is said 
that if a patient got the right care and treatment from 
well-trained medical officers, they will be satisfied 
29
. 
Another factor that limits the work of medical and 
non-medical personnel at the private hospital is the 
slow pace at which they deliver services at the 
hospital. This is one of the reasons that cause 
dissatisfaction among patients at the hospital. This is 
what is termed as the unreasonable delays in 
healthcare delivery by Pillay et al., (2011). On the 
other hand, patients are satisfied when medical and 
non-medical personal delivery healthcare services as 
fast as possible and with a minimized errors. 
Furthermore, to satisfy most of the patients who visit 
the hospital, there should be effective administrative 
structure in place at the hospital. It has been revealed 
by some researchers that the administrative structure 
of the hospital should show much interest in the 
problems of the patients and be ready to solve them 
31
. This paper proposes that because the work of the 
administration structure is very important at the 
hospital, patients should be very careful when they 
interact with them. And it is also said that 
administrative officers and their various staffs in the 
hospitals need to be encouraged to have a strong 
bond with their patients who visit the private hospital. 
The physical environment of the hospital where 
healthcare delivery has greater effect on patient 
satisfaction is not different from what other 
researchers have already done 
32
. The infrastructure 
and equipment at the hospital have greater effect on 
the satisfaction of patients but on the other hand, the 
patient will become dissatisfied when the physical 
environment of the private hospital is not in existence 
even though its availability has little dominium over 
patient satisfaction 
33
. This research paper has some 
limitations and the researchers wish to point them out. 
In the first place, the idea was to have only 
quantitative results but in order to better the findings, 
the researcher adopted the used of qualitative data. 
Evaluation of the services by the patient is a 
subjective process and using a quantitative tool like 
questionnaire cannot reflect all the patient‟s 
judgments. Using quantitative methods besides the 
qualitative methods in future studies could provide 
better understanding of the relationship between 
service quality and patient‟s satisfaction. Secondly, 
the result of the paper was obtained from the study in 
Kumasi private hospitals and because public hospital 
services are different from that of the private 
hospitals, this research paper suggest that further 
studies can be done on public hospitals to improve 
the knowledge in-depth in relation to these factors of 
service quality.  
CONCLUSION 
This paper concluded that there was a strong 
relationship between service quality and customer 
(patients) satisfaction. But service quality gives tips 
to decision-maker and manager when they are 
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studied in a multidimensional construction also. One 
thing is clear, using multidimensional factors will 
help us to know the effective area of quality service 
in achieving patient satisfaction. This will make 
managers and decision-makers know the quality of 
improved efforts they have to focus on in the area of 
quality service that will have impact on patient 
satisfaction. This paper has also proven that physical 
environment, medical and non-medical, 
Administration and with the exemption of Cost has 
positive effects on patient satisfaction. The study also 
reveals that tariffs and maintaining higher standards 
in the service process should be upheld. This is to say, 
private hospital administrators and operators should 
not over charge patients with the idea that they are 
provided good service quality. They should also have 
interest in their patients‟ problems and help to solve 
them. The paper, furthermore, recommends that 
shorten the time one will spend to visit the hospital, 
limit one‟s admission into the hospital and decrease 
the time doctors spend with the patients in the 
consulting room will lead to better administrative 
quality. Lastly, this paper concludes that for patient 
to be satisfied with the service quality delivery at a 
private hospital, there should be cordial relationship 
between the patient and the doctors, nurses and the 
administrators at the hospital. 
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